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/ Access

Helpdesk is accessed through this link - HelpDesk | OneCore (one-core.com)
+Enter the HelpDesk":

You can also find the link in the login e-maill

Enter the HelpDesk -~



https://one-core.com/en-cz/helpdesk-2

Login to the HelpDesk system

For logging in to the system, you must enter the "Login” and "Password" that
you received from us:

Seyfar

Login

Login

Fassword Retrieve lost password

Password

() Stay logged in

@ Azure AD




There are several basic terms which are good to know.

Task ID

Request number

Subject

Subject/brief description of the
ticket

Project

Customer name

Status

Current status of the task (New, In
Progress, Waiting for information,
waiting for approval, waiting for
test, waiting for 3rd Party, Returned
from customer Resolved)

Basic terms

Tracker

Task Type (Incident, Service
Request, Change Request,
Question/Hotline

Priority

The priority level of the request
(Low, Medium High, Urgent)

Due date

Plaonned delivery date for removal
of business impact or agreed
delivery date for testing

Estimated time

In the case of paid requests - Hours
agreed by the customer for
iInvoicing

Assighee

Current task solver on the side
of Seyfor, a.s.

Author

The author of the task on the
customer side.

Start date

The date the task was
created

Invoiced
Invoiced task has "YES" flag



New

New task from customer (by e-mail,

dashboard)

In progress

Task is assigned to the solution in
Seyfor - status throughout the
solution period

Waiting for information

Seyfor requires the customer
to clarify the specification,
approve FDD, IDD, ...

Waiting for approval

Seyfor requires the customer to
approve the labor estimate

Waiting for test

Seyfor requires the customer
to make modification test

Basic terms

Task status

Waiting for the 3rd party

Seyfor or customer are waiting
for a response from the fthird

party
Returned from customer

Customer response to Seyfor
about the status of the pending
ticket

Resolved

Task is solved and if it is invoicing,
then it falls info invoicing in the
period when it was entered info
this status

Cancelled

Task was cancelled without
resolution

[ Preview from Easyredmine ]
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1-New

2-In progress

5-Waiting for test

7-Returned from customer

9-Cancelled




Home screen description

When you enter the system, a home screen with a basic menu will appear:

m My tasks Alltasks General overview Waiting tasks Change requests  Tasks to invoicing Invoiced Tasks

New task
-
Basic attnbutes

Additional attnbutes

Subjec
Click or drag file to upload
Supports bulk upload. Max file size: 5 MB
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Home screen description — New task

TASKS m My tasks Alltasks General overview Waiting tasks Change requests  Tasks to invoicing  Invoiced Tasks Q

New task B

Basic attributes

Subject®
Additional attributes

Subject
Click or drag file to upload
Supports bulk upload. Max file size: 5 MB.
Description
B I U S v A v Paragaph v EvE &= Z = =
Description

By filling a simple form, you can create a new task:

 Fill In the subject of the task

* |f you are a member of multiple projects, select a
project

» Tracker

* Priority

« Status leave New

* Detailed description



/ Home screen description — My tasks
List of fasks which the logged-in user is the author:

New task Mytask All tasks  General overview Waiting tasks  Change requests  Tasks to invoicing  Invoiced Tasks

~ B In progress tasks Waiting for more information ~ N} Waiting for test ~ | Waitinf for 3rd party
[2] 0 ®o0 ®0 ® 1 ® 0

2 14

&3 List of my open tasks (3) 21 Open tasks according to the priority (3)

v TASK ID * SUBJECT * PROJECT * STATUS * TRACKER *  PRIORITY ° DUE DATE * ESTIMATED * RELEASE DATE * ASSIC Number of items: 3
TIME
2
Tot 0.00h
. 5-Waiting for 2-Service =
Om 5811 ukoly do scrumu Testovaci HD projekt Seyfor = 4-Low 0.00h {( ] Y} 1
test request oty
Testovaci HD Kt - 2-Servi -
0 7367 Test nové verze S from e 2-High 0.00 h (LM
Seyfor request e
customer
2-Hgh 4low
Testovaci ticket Testovaci HD projekt . 2-Servi
- - PN
o raeg 2 Tewacifickst  Testovack proje Som rvice 2.High 880k {n“ v‘};,
14122022 Seyfor request e
customer

B Tasks - Number of items

* At the top there are overview boxes for each statuses
« Below is a list of open tasks

* Then there are graphical chart



/ Home screen description — All tasks

Overview of all tasks from all projects where the logged-in user is a member:

New task My tasks m General overview  Waiting tasks  Change requests  Tasks to invoicing  Invoiced Tasks

= In progress tasks

- Waiting for more information

® 13

1 List of open tasks (57) £ Open tasks according to the priority (57)
v TASK D ° SUBJECT * PROJECT * STATUS * TRACKER °  PRIOI Number of items: 57
E 40 39
Total: s 35
b; 20
-Waiting f -Servi z 25
Om 5811 ukoly do scrumu Testovaci HD projekt Seyfor e 2-Semvice 4-Lown B
test request

79037476 (CR-2803)_Axiom zmena
O m 4216 - Kalkulace vynosnosti UCFM UniCredit Leasing CZ, a.s.
vcetne sluzeb smlouvy

3-Waiting for 3-Change 3-
information request Medit

« Af the top there are overview boxes for each state
 Below is a list of open tasks from other users
* Then there are graphical displays



/ Home screen description - General overview

There are various views and statistics from all projects where the logged-in
user is a member:

New task My tasks Alltasks ReCIEIEIRGELUE  Waiting tasks  Change requests  Tasks to invoicing

2022-01-01

4 01.01.2022 - 31.12.2022 b

Number of items: 0 | Number of items: 1

o
@ =

January 2022 February 2022 March 2022 April 2022 May 2022 June 2022 July 2022 August 2022 September 2022 October 2022 November 2022 December 2022




/ Home screen description - Waiting tasks

Overview of all tasks from all projects where the logged-in user is a member:

New task My tasks  Alitasks General overview Change requests  Tasks to invoicing Invoiced Tasks

=3 Waiting tasks according to the user (42)

Number of items: 42

M Tasks - Number of tems

=2 List of all waiting tasks (42)

v TASKID * SUBJECT * PROJECT - STATUS ° TRACKER °  PRIORITY DUE DATE * ESTIMATED °  RELEASE DAT
TIME
Total: 547.80 h
o 3-Waiting for information (13) 260.00 h
+] 4-Waiting for approval 9280 h
) 5-Waiting for test 188.00 h

« Afthe top part there are overview boxes for each statuses
« Below is a list of waiting tasks by status
« Then there are graphical overviews



/ Home screen description - Change requests

Overview of the status of change requests for all projects where the logged-in useris
member:

Newtask Mytasks Alltasks General overview  Waiting tasks Tasks to invoicing  Invoiced Tasks

Change requests waiting for more information Change requests waiting for approval

= List of all in-progress change requests (7)

v TASKID * SUBJECT * PROJECT * STATUS - TRACKER - PRIORITY ° DUE DATE * ESTIMATED * RELEASE DATE ASSIGNEE + AUTH
TIME
Total: 31800 h
[+] 2-In progress 20400h
[+ 7-Returned from customer @ 2400h

~. Change request overview (52)

Sum of Estimated time: 1.30k

# 500
o 450
3 200
£ 350
T —— 260
E 250
@ 200 174

150

100 83.0

. 1]

8-Resohved 24n progress 3IViaiting for information S'Waiting for test & Waiing for spproval

« At the top part there are overview boxes for each statuses
« Below is alist of change requests by statuses
« Graphical displays




/ Home screen description - Task to invoicing

This report displays tasks with paid services which have been transformed to the status Resolved in
the selected time period and have not yet been included in the billings that have already been
perfomed:

Newtask Mytasks Alltasks General overview Waiting tasks Change requests JRFSCRGTLTLES S Invoiced Tasks

Datum vyreseni 2022-09-01 M 2022-12-31 @ Projekt Testovaci HD projekt Seyfo ~

Tasks to invoicing
Czech: Tento report zobrazuje ukoly s placenymi sluZbami, které byly ve zvoleném Casovém obdobi pfevedeny do stavu Vyreseno a jesté nebyly zahmuty do jiZ probéhlych vyuctovani.
English:This report displays tasks with pad services which have been transferred 10 the status Resolved in the selectad tme penod and have not yet been included in the billings that have already been performed.

Magyar. Riportban azok 3 fizetos feladatok szerepeinek melyek az adott idoszakban kerUltek megoldasra &3 3z e/0z0 szamlazasokban nem voliak besorolva.

Polski: Raport zawiera zadania ptatnych ustug, ktore w wybranym okresie zostaly przeniesione do stanu Rozwiazano i nie zostaly jeszcze uwzglednione w poprzednich rozliczeniach.

List of tasks to invoice (7)

v TASKID SUBJECT - PROJECT - STATUS TRACKER PRIORITY ASSIGNEE - AUTHOR TASK CLOSED - PRODUCT - ESTIMATED -
TIME
Total 0.00h
a Testovaci HD projekt Seyfor (7) ((100.00%

0.00h




/ Home screen description - Invoiced tasked

This report displays tasks that have been included in billing for paid services that have
already occurred. For clarity, you can use the filter to select a certain period in which the
tasks were resolved.

Newtask Mytasks Allitasks General overview Waiting tasks Change requests  Tasks to invoicing BT == RES
Datum vyreseni 2022-09-01 M 2022-12-30 ) Projekt Testovaci HD projekt Seyfo ~
Invoiced tasks

Czech: Tento report zobrazuje Ukoly, které byly zahmuty do jiZ probéhlych vyuctovani placenych siuZeb. Pro prehlednost Ize vyuZit filtr ke zvoleni urcitého obdobi, ve kterém byly Ukoly vyreseny.
English: This report displays tasks that have been included in billing for paid services that have already occurred. For clarity, you can use the filter to select a certain period in which the tasks were resolved.
Magyar: Riportban az eddig kiszamiazott feladatok szerepeinek. Attekintés érdekében hasznalja a szirdt, valasztia ki az adott iddszakot amelyben a feladat megoidasra keriit.

Polski: Raport zawiera zadania, ktore juz zostaly uwzglednione w poprzednich rozliczeniach ptatnych ustug. Aby uzyskac przeglad uzyj filtra | wybierz konkretny okres w ktorym zadanie 20stafo rozwiazane.

List of invoiced tasks (2)

v TASKID SUBJECT - PROJECT - STATUS TRACKER PRIORITY ASSIGNEE - AUTHOR TASK CLOS

m

D+ PRODUCT -

otal

a Testovaci HD projekt Seyfor (2) (100.00%

ESTIMATED -
TIME

1.00h

1.00h




Searching and logout

In tThe upper right corner, you will find a window for entering a full-text search.

G, Type searched text

Next to the full-text search window you can find the "Logout” button to log out of the
HelpDesk.

Q. Type searched text
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,BUg (Incident)"

. Takeover and Waiting for
Creating a :
handling of customer
request
request response
Requirement L
New In progress Waiting

status

"SERVICE REQUEST" AND "CHANGE REQUEST"

Takeover and

Creating a workload C?CnﬂrrT(?tlodn
fEgEs estimation O WOTKIOa
Requirement "
New In progress Waiting

status

Request lifecycle

Customer
statement

Returned
from
customer

Handling of
request

Returned from
customer

Closing the
request

Resolved

Waiting for
customer
response

Customer Closing the
statement request

Waitin Returned from Resolved
& customer



Status New task

There are two ways to establish a new task:
1. In the user interface - described above in the manual
2. By sending an e-mail:

* A fask can be created by sending an e-mail to helpdesk.iao@seyfor.com
« A task created in this way always has a priority of "Medium"

An e-mail sent to a specific employee of our company will not be
considered as a registered task.



Status - Waiting

The task with statuses which you can find below needs your attention
because they require your interaction!

- the fask is waiting for additional information from the
customer to allow the solver to confinue the solution

- waiting for customer approval of work
estimate

- the task is solved and waiting for testing results from the
customer

- waiting for the third party to respond



/ Waiting tasks - Customer respond

In the task list, especially under the tab ,,Waiting tasks” tab, select the
relevant task and click on the subject.

List of all waiting tasks (4)

v TASKID SUBJECT PROJECT STATUS

Total

= 3-Waiting for information @ 75.00%

—a s v . - N _ ) 3-Waiting for
O m 2190 lest priority z mailu - 8.11.2022 lestovaci HD projekt Seyfor . ;
information
. - _ ' 3-Waiting for
O 2/66 lest /.11.2022 lestovaci HD projekt Seyftor _ :
information
Fwd: liket k testu odesilani priloh _ ~ 3-Waiting for
O m 8179 lestovaci HD projekt Seyfor

Z mailu information




/' Waiting tasks — Customer respond

You will see the detall of the selected task and click on the "Update"” button:

Testovaci HD projekt Seyfor ©  / Helpdesk 180

Project overview Tasks -

#7388 - Testovaci ticket 14.12.2022

Status 5-Waiting for test Priority: 2-High More
Assignee Lukas Mezirka Ofne Due date
Author Klient Klient Offce Start date 14.12.2022 Tags
Estimated time Created 14.12.2022 11:16 AM
Tracker 2-Service request Email cc:
Email to hota@atlas.cz
Project Testovaci HD projekt Seyfor
Product --- Incadea Invoiced
Release date
8 Less i
Dobry den
zakladam ticket




Waiting tasks — Customer respond

Comments

B I v A v Paragraph

Attnbutes ~

Status

5-Waiting for test

K_Waitinn for teat

T-Returned from customer

Help desk -~

Email to Email cc

hota@atlas.cz

(O Need reaction?

Comment
Attributes
Help desk

Click or drag file to upload
Supports bulk upload. Max file size: 5 MB.

1.

2.

It will open a form for you to enter your

response
Change the task status to "Returned from

customer”

3. Type your reaction in the "Comment” field
4,
5. Select the "Save" opftion

You can attach an attachment



Response to noflification e-mail

If you want to respond to a received notification, always use the reply (RE:) function.

A link with the task ID number must always be left in the subject line of the e-mail to
associate it with a specific task:

Komu: helpdesk. iao@seyior.com

Kopie (ec) Skryta kopie {bec)

Predmet: |Re:|ticket ID #8375} In Progress - report issue




Come back to main menvu

If you want to come back from whatever window to main menu, just click on icon
SEYFOR which is placed in the upper corner.

Bl TASKS m My tasks Alltasks General overview Waiting tasks Change requests  Tasks |

New task




We are looking forward
to working with you.

Thank you

’—\
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